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INTRODUCTION 
A. APPROACH 
e This report provides users! opinions attitudes and 


perceptions regarding their customer service main- 
tenance from the following vendors: 


- ABS - ICL 

- Burroughs - MDS 

- CTE - NCR 

- Data General ~ Olivetta 

- Digital Equipment - Prime 

- GEC - Rediffusion 

- Hewlett-Packard “ Sperry 

- Honeywel ] - Systime 

- IBM - Texas Instruments 


The analysis is for small systems, defined as 
central systems with an original installed value of 
£130,000, excluding peripherals and terminals. 


The data is part of INPUT Limited's 1983 User Data 
Base and contains over 160 user responses in the 
United Kingdom. 
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II. ANALYSIS 


@ Exhibits 1 through to 40 provide average scores from 
users regarding service topics indicated. 
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EXHIBIT 38 
Attitude About Remote Diagnostics As Expressed By DEC Users 
"Good idea - but overkil] in our environment". 
"Excellent although not available on my equipment". 
"Welcoming". 
"Would be nice. No experience of it though". 
"Not required". 
"Fairly neutral. I would rather have the engineer on site fixing the problem". 
"Willing to participate - positive action". 
"Very good". 
"Very useful facility". 
"Appears satisfactory". 


"Excellent for cutting down time to fix". 


"Useful for us and for local engineers; saves time and allows back-up communications between site engi- 


neers and regional/national support”. 

"Good if not used to baffle users or put off responsibility to explain faulcses 

"Yes, very good - but who pays the link costs?" 

"Not practical as own own S/W needs to be shut down first". 

"Excellent for hardware (we are 60 miles from Belfast) not proving much use for software”. 
"Fine if costs are reduced and faults can be detected in advance". 

"Not available on current systems but could help prevent failures". 

"Cool", 


"Desireable!. 
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